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s��5NDERSTAND�REACTIONS�TO�CONmICT�IN�ORDER�TO�BETTER�MANAGE�ATTITUDES

s��!NALYZE�CONmICT�SITUATIONS�TO�DETERMINE�BEST�APPROACH�TO�ACHIEVE
���DESIRED�OUTCOMES

s��$EVELOP�CONmICT�RESOLUTION�STRATEGIES�THAT�FOSTER�TEAMWORK

£

h$ON�T�BE�AFRAID�OF�OPPOSITION���
2EMEMBER��A�KITE�RISES�AGAINST�
NOT�WITH��THE�WIND�v
� ���>���Ì���7À�}�Ì��>L�i
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7HEN�THE�ELDER�*OHN�$��2OCKEFELLER�WAS�SETTING�UP�THE�3TANDARD�/IL�#OMPANY�
HE�SAID��h4HE�ABILITY�TO�DEAL�WITH�PEOPLE�IS�AS�PURCHASABLE�A�COMMODITY�AS�SUGAR
OR�COFFEE��AND�)�WILL�PAY�MORE�FOR�THAT�ABILITY�THAN�FOR�ANY�OTHER�UNDER�THE�SUN�v

4HE�ABILITY�TO�DEAL�WITH�PEOPLE�IS�EVEN�MORE�IMPORTANT�TODAY�WITH�THE�PRESSURES�OF�
OUR�FAST
PACED�ENVIRONMENTS���"EING�ABLE�TO�HANDLE�CONmICT�IN�A�PRODUCTIVE�WAY�IS�
FREQUENTLY�MENTIONED�AS�ONE�OF�THE�MOST�CHALLENGING�SKILLS�FOR�PEOPLE�

)N�THIS�GUIDEBOOK��WE�WILL�HELP�YOU�REmECT�ON�YOUR�CURRENT�APPROACH�IN�HANDLING�
CONmICTS��SO�YOU�ARE�AWARE�OF�AREAS�YOU�NEED�TO�WORK�ON���7E�WILL�THEN�SHARE�WITH�
YOU�SOME�EFFECTIVE�CONmICT�RESOLUTION�STRATEGIES�WHICH�WILL�HELP�YOU�FOSTER�A�MORE�
COOPERATIVE�ENVIRONMENT�



Ó

���?????�)�CAN�BE�SWAYED�TO�SOMEONE�ELSE�S�POINT�OF�VIEW�

���?????�)�SHUT�DOWN�PEOPLE�WHO�)�DISAGREE�WITH�

���?????�)�ADDRESS�THE�ISSUE�AT�HAND�DIPLOMATICALLY�AND�DO�NOT�ATTACK�THE�INDIVIDUAL�

���?????�)�THINK�THAT�OTHERS�TRY�TO�hBULLYv�THEIR�WAY�WITH�ME�

���?????�)�EXPRESS�MY�THOUGHTS�AND�BELIEFS�TACTFULLY�WHEN�THEY�DIFFER�FROM�THOSE�JUST�EXPRESSED�

���?????�2ATHER�THAN�OFFER�MY�OPINION�WHEN�)�DISAGREE�WITH�SOMEONE��)�KEEP�IT�TO�MYSELF�

���?????�)�LISTEN�TO�OTHER�PEOPLE�S�POINT�OF�VIEW�WITH�AN�OPEN�MIND�

���?????�)�LET�MY�EMOTIONS�GET�THE�BEST�OF�ME�

���?????�)�RAISE�MY�VOICE�TO�MAKE�MY�POINT�

����?????�)�TEND�TO�BELITTLE�OTHER�PEOPLE�WHEN�MAKING�MY�POINT�

����?????�)�LOOK�FOR�WAYS�TO�NEGOTIATE�AND�COMPROMISE�WITH�OTHERS�

����?????�)�HAVE�BEEN�TOLD�)�AM�TOO�PUSHY�

����?????�)�MAKE�SURE�)�HAVE�MY�OPINION�HEARD�IN�ANY�CONTROVERSY�

����?????�)�THINK�CONmICT�IN�MEETINGS�IS�NECESSARY�

����?????�)�AM�THE�MOST�VOCAL�IN�MEETINGS�WHEN�TRYING�TO�GET�MY�POINT�ACROSS�
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2ECORD�YOUR�REACTION�TO�THE�FOLLOWING�STATEMENTS��2EAD�EACH�ITEM�CAREFULLY�AND�PLACE�A
NUMBER�FROM�THE�ANSWER�SCALE�NEXT�TO�EACH�STATEMENT�
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Conflict Reaction Profile Score

Scoring:

Add the total score from questions 1, 2, 4, 6, 8, 9, 10, 12, 13, 14, 15

Subtract the sum of the score from questions 3, 5, 7, 11

Total:

What does your score mean?:

“Passive”

“Assertive”

“Aggressive”

1—4:

5—10:

11+

You may be such a pushover that you allow difficult people to walk
all over you. You will benefit from learning to stand up for your ideas and 
opinions in a diplomatic and tactful way.

You are professionally assertive when dealing with people,
particularly difficult people. Continue to be open to listening to different 
points of view, and express your ideas and opinions appropriately.

You may be so combative that people might avoid
interacting with you. You will benefit from learning to listen and  
express your opinions more effectively.
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s��!SK�YOURSELF��h%XACTLY�HOW�DO�)�PERCEIVE�MY�ROLE�IN�RELATION�TO�OTHERS�INVOLVED�IN�THIS�ISSUE�

s��4AKE�RESPONSIBILITY�FOR�CLARIFYING�YOUR�ROLE�WITH�OTHERS�INVOLVED�

s��"E�PREPARED�TO�CHANGE�YOUR�PERCEPTION�OF�YOUR�ROLE�

s��3HOW�YOUR�WILLINGNESS�TO�BE�mEXIBLE�IN�ACHIEVING�YOUR�ORGANIZATION�S�GOALS�

s��3TAY�POSITIVE��6IEW�ANY�ROLE�CHANGE�IN�TERMS�OF�THE�OPPORTUNITIES�IT�PRESENTS�

*À�ViÃÃ�
��y�VÌÃ\
s��!SK�YOURSELF��h(OW�MUCH�CONTROL�DO�)�HAVE�OVER�THIS�PROCESS�CONmICT�v

s��)DENTIFY�THE�ROOT�CAUSE�OF�THE�PROBLEM�AND�ANALYZE�THE�IMPROVEMENT�OPPORTUNITY�

s��4ALK�lRST�TO�THE�OWNER�OF�THE�PROCESS�

s��$ESCRIBE�THE�CURRENT�PROBLEM�AND�GET�AGREEMENT�

s��3UGGEST�A�WORKABLE�SOLUTION�AND�ACTION�PLAN�

s��&OLLOW
THROUGH�ON�THE�PLAN�AND�GIVE�RECOGNITION�TO�THE�OWNER�OF�THE�PROCESS�
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s��!SK�YOURSELF��h(OW�MUCH�DO�MY�PERSONAL�BIASES�AND�PREJUDICES�AFFECT�THIS�RELATIONSHIP�v

s��7RITE�DOWN�THREE�BEHAVIORS�THAT�YOU�COULD�CHANGE�IN�ORDER�TO�REDUCE�THE�CONmICT�IN�THIS

����RELATIONSHIP��#OMMIT�TO�FOLLOWING�THROUGH�ON�THESE�CHANGES�FOR�AT�LEAST�THREE�MONTHS�

s��!SK�THE�OTHER�PERSON�INVOLVED�HOW�YOU�COULD�DEFUSE�THE�EXISTING�CONmICT���%NCOURAGE�FEEDBACK��

����THAT�MIGHT�SEEM�BRUTALLY�HONEST�

s��0UT�YOURSELF�IN�THEIR�POSITION��(OW�DO�YOU�THINK�THEY�VIEW�YOUR�COMMITMENT�TO�REDUCING��

����CONmICT�IN�YOUR�RELATIONSHIP��7HY�

s��-AKE�A�LIST�OF���STRENGTHS�THAT�YOU�SEE�IN�THE�OTHER�PERSON��4HEN�LIST�lVE�WAYS�THAT

����IMPROVING�THIS�RELATIONSHIP�WOULD�BENElT�YOU�
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s��!SK�YOURSELF��h!M�)�CLEAR�ON�THE�DIRECTION�OR�VISION�v

s��#LARIFY�THE�DISCREPANCY�SO�THAT�IT�CAN�BE�EASILY�DESCRIBED�IN�NEUTRAL�WORDS�AND�TAKE�ACTION�

s��!SK�PERMISSION�TO�ADDRESS�THE�DISCREPANCY�WITH�THE�OTHER�PERSON�IN�A�FRIENDLY���

����NONCONFRONTATIONAL�WAY�AND�GAIN�AGREEMENT�

s��5SE�h)v�AND�hWEv�MESSAGES�RATHER�THAN�hYOUv�MESSAGES�

s��)F�THERE�IS�A�DIFFERENCE�IN�VALUES��ALWAYS�GO�WITH�THE�HIGHER�VALUE�

s��-AKE�AUTHENTIC�COMMITMENTS�
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s��!SK�YOURSELF��h(OW�MUCH�CONTROL�DO�)�HAVE�OVER�THIS�FACTOR�v

s��#HOOSE�TO�lGHT�BATTLES�THAT�ARE�WORTH�THE�PRICE�

s��0UT�YOUR�ENERGY�INTO�THINGS�YOU�hCAN�DOv�RATHER�THAN�COMPLAIN�ABOUT�WHAT�YOU�hCAN�T�DO�v

s��$O�SOMETHING�GOOD�FOR�OTHERS�

s��-AINTAIN�PERSPECTIVE�AND�A�SENSE�OF�PURPOSE�

s��4ALK�TO�SOMEONE�YOU�TRUST�
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���0EOPLE�)NVOLVED�
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���2ESULTS�%XPECTED�

????????????????????????????????????????????????????????????????????????????????????

????????????????????????????????????????????????????????????????????????????????????

????????????????????????????????????????????????????????????????????????????????????

????????????????????????????????????????????????????????????????????????????????????

���!CCOUNTABILITY�0ARTNER��??????????????????????????????????????????????????????????????
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4O�LEARN�MORE�ABOUT�$ALE�#ARNEGIE�S�TRAINING�
PROGRAMS�ON�CONmICT�RESOLUTION�AND�OTHER�
IMPORTANT�LEADERSHIP�SKILLS��PLEASE�GO�TO�
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